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What's the challenge when it 
comes to omnichannel retailing? 


“Technology is changing the way we shop. Customers are 
now using digital in all aspects of their lives and expect a 
consistent shopping experience across all channels.” 


While at OFFICE we have a range of stores, none of them can carry the product 
range we have online. With so many customers browsing our web and mobile sites 
before visiting stores, it's become essential that we offer them access to everything 
available online, in-store as well, to prevent them leaving empty-handed. 
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Our solution to this was the OFFICE ‘In-store Tablet’ (IST). The aim was to let 
customers buy from our huge range of products not available in-store, with 
free next-day delivery, so they could get the items as soon as possible. All sales 
are placed by our staff, who are credited with the sale, which was an important 
part of increasing store management buy-in, as well as driving up revenue. 


While setting up the content for the IST was relatively straightforward, the 
challenge was around payment. We needed to give customers the simplicity 
and security of a handheld chip-and-PIN device, but wanted a solution that 
was quick to implement and integrated with our existing order processing 
and payment systems. Sage Pay was already providing the payment gateway 
for our e-commerce sites, and suggested its cloud solution through Envoy. 


Omnichannel retail case study 





sage Pay 


How does the system work? 


The IST site is a separate website on the Hybris platform that's 
customised to use the Sage Pay Cloud solution as a payment method, 
rather than the standard online credit card or PayPal process. It shares 
the same content catalogue as the main OFFICE website and all of 
our updates to products, prices and stock can be handled remotely. 





When a member of staff places an order on the IST, the site calls the 
Cloud payment service and creates a payment token. A member 

of staff can then find that payment on a specially configured chip- 
and-PIN device on which the user can pay with their card. 
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Once the card is authorised, it's transmitted back to the Cloud service. During 
this time, the website has been constantly polling the Cloud service to check 
whether the payment has been authorised. Once it has, the order is then 
completed, and passed through to our fulfilment and dispatch teams. 


As its essentially a website with a customised payment method, all orders 
are pushed into the order workflow as if they were placed on the main 
website. The user gets order confirmation and despatch emails as normal, 
and everything can then be monitored by our customer service team. 
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What results have you seen so far? 


Because we used existing technology, the whole process was 
set up and launched in a number of weeks, rather than months, 
and it has already returned on the original investment. 


Customers are loving the extra choice it gives them in-store, and staff 
are benefiting from added sales, as well as access to more detailed 
product information and imagery than they've ever had before. 


The IST is an example of how OFFICE is adapting to the demands of 

this new generation of connected customers with a truly omnichannel 
approach, designed to make shopping more convenient, more inspirational 
and more personal—whether online, in-store or on mobile. 


We are already working on new payment methods for the IST, and also 
developing a Euro version for use in our international stores. Theres a great 
deal of interest in mobile payments, which were also following closely. 
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For further information on connecting your digital & instore solutions click below: 


